Benefit Resolutions CIC 

Complaints Procedure for clients

Your right to complain

Every year Benefit Resolutions CIC services help people throughout Devon and Cornwall and even nationwide. However, every so often someone comes away feeling a little unhappy. Perhaps you had to wait for ages, only to find out that there is very little we can do for you. Perhaps you felt that you were not treated with respect or courtesy. Perhaps our action didn’t help in way you wished.

It is wrong to assume that successful organisations are the ones that never receive any complaints.  If an organisation never receives any complaints, it is likely that the organisation does not actively encourage people to give their views.  Successful organisations' complaints procedures are, therefore, ones that encourage people to voice their comments as a matter of course and that these comments are listened to, responded to and acted upon.  

Benefit Resolutions CIC (BRL) welcome all expression of dissatisfaction and comments about the effectiveness of the organisation, both positive and negative, and views about how we can improve standards. We know we are not perfect. But we aim to be.  Most times we can put things right; sometimes we can only explain ourselves and apologise. But we do want to learn from our mistakes. We will treat your complaint confidentially, seriously and quickly.

What can I do?

BRL as standard practice asks all its clients to complete a service feedback form.  However if you have a concern or complaint that needs a direct response, it is important to let BRL know that you are unhappy and to give us a chance to put things right. Don’t be afraid to speak to the manager or deputy manager – she or he might be able to sort out the problem straight away. Otherwise, move to the more formal process.

Making a formal complaint 

There are several ways to make a complaint. You can put the information in a letter and send it to the postal / email address at the end of this document. Complaints can be addressed to the BRL manager or director. You can also tell BRL staff on the phone or face-to-face that you want them to investigate your complaint.

Your complaint will be investigated by the manager under the direction of the senior manager, or by the senior manager if you are complaining about the manager. If it is upheld, you will get a full apology and, where appropriate, be given details of any action that BRL is taking to put things right. If you are not satisfied with the outcome, you can ask for a further review. BRL will tell you how to do this.

BRL will aim to respond in full to your complaint within eight weeks. However, if the issue is complicated, any delay will be explained and you will be kept informed of progress.

Review of your complaint 

If you are still not happy after BRL's response, you can request a further review. The review will be conducted under the direction of BRL's company director. 

Send your complaint/ feedback to 

The Manager

Benefit Resolutions CIC
68 Lemon Street, Truro

Cornwall TR1 2PN

Email: heretohelp@benefitresolutions.co.uk

Tel: 07456 415 136
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